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ABSTRACT 
 
Web analytics plays a big role in analysing data these days. To get results 
analytics is the way to measure key data for processing. On that basis this 
thesis focuses on researching web analytics data after mining it from the 
hakijanopas.lamk.fi site and retrieving the necessary data for examination.  
Fascination to this thesis topic comes from personal background of web 
development and analysing web and ecommerce sites. The thesis strictly 
focuses on the main data collected through Google Analytics and the 
questions on the survey, it will not give any marketing perspective. 
Lahti University of Applied Sciences communications department acted as 
the commissionaire for the thesis.  
 
The study used electronical sources mainly because of the nature of 
study, sources were most recent, and the technology is very new. 
The study was done with two goals in mind. One was to get as accurate 
answers as possible from a Webropol questionnaire survey and the other 
one was to get web analytics data through Google Analytics. The objective 
was to help understand if the potential users who apply to Lahti University 
of Applied Sciences get enough information on the site and find the site 
useful enough through this data. Webropol questionnaire survey was the 
way to get users accurate answers that were then analysed.  
Google analytics results showed that users found the site through social 
media the most, top used device was mobile, average time was 00:01:28 
minutes on the site and top visited page was 
hakijanopas.lamk.fi/koulutukset.  
While the survey was live, 31 users answered the survey and 5 of them 
got a prize for 50€ to S-market Hämeenmaa. Users answered that they 
mainly used Google as a search engine, the site had sufficient information 
and it was very easy to find information on the site.  
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TIIVISTELMÄ 
 
Tänä päivänä web analyytikka on erittäin isossa roolissa datan 
käsittelyssä. Tulosten saamiseksi dataa pitää louhia web analyytikalla. 
Tämä opinnäytetyö keskittyy tutkimaan web analyytikkaa Google 
Analyticsilla hakijanopas.lamk.fi sivustolta ja analysoimaan sitä. 
Kiinnostus aihetta kohtaan on suuri, koska teen kotisivuja ja 
verkkokauppoja jossa mitataan web analytiikkaa. Opinnäytetyö keskittyy 
vain toimeksiantajan kanssa sovittuun Google anylyytiikka tilastoihin ja 
kyselyn vastauksiin eikä käsittele markkinointi näkökulmasta tuloksia. 
Toimeksiantajana toimi Lahden ammattikorkeakoulun viestintä osasto. 
LAMKin tavoitteena oli saada mahdollisimman tarkkaa informaatiota 
käyttäjien käyttäytymisestä yhteishaun aikana.  
Teoreettiset lähteet löytyivät pääosin elektronisista lähteistä, sillä aihe ja 
tekniset työkalut mistä opinnäytetyö koostui ovat niin uusia.  
Tutkimuksessa oli kaksi tavoitetta. Yksi oli kartoittaa mahdollisimman 
tarkat vastaukset Webropol kyselyn kysymyksistä ja toinen analysoida 
sivustoa Google Analyticsilla. Tavoitteena oli ymmärtää, saavatko Lahden 
ammattikorkeakouluun pyrkijät tarpeeksi tietoa sivustolla ja kokevatko he 
sivuston tarpeeksi hyödylliseksi. Tämä informaatio saatiin Webropol 
kyselyllä, joka sitten verrattiin Google Analyticsin dataan.  
Googlen analyytikalla saatiin selville, että sivusto löydettiin sosiaalisen 
median kautta eniten, käytetyin laite selaamiseen oli älypuhelin, korkein 
keskiaika sivustolla oli 00:01:28 ja eniten vierailtu sivu oli 
hakijanopas.lamk.fi/koulutukset. 
Webropol kyselyyn osallistui 31 vastaajaa ja viidelle arvottiin 50 €: n 
palkinto S-market Hämeenmalle. Google oli vastaajien mukaan eniten 
käytetty hakukone, sivustolla oli hyvin tietoa opiskelusta ja sivustolla oli 
helppo löytää informaatiota. 
Asiasanat: Google Analytics, Web analytics, Webropol 
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Key terms 
 
Google Analytics(GA) – Is a free web analytics service offered by Google 
to track and report website traffic.  
 
Customer experience management(CEM) – Is a software that practices 
and reacts to a customer's interactions to meet or exceed customer 
expectations. 
 
Customer relationship management (CRM) – Is a software to analyse 
customer interactions and data throughout a customer cycle by CRM 
systems.  
 
Online analytical processing(OLAP) – Is a multidimensional analytical 
query in computing.    
 
Database – For example, a database can be used to organize data on 
university students to have information on how many are currently 
studying and how many have graduated.  
 
Portable document format(PDF) –  Is a flat document that is independent 
of any programmes. Text, fonts, graphics are all in the flat format. Adobe 
PDF is the most common PDF tool. 
 
Alexa crawler – Is a robot that identifies itself as Alexabot in HTTP “user 
agent” It crawls the site and certifies the site.  
 
Wordpress – Is an open source blog that is also used to create websites 
and e-commerce stores.  
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1 INTRODUCTION 
People have started to understand the possibilities the internet can offer 
them. Technology has evolved within the last 5 years more than ever. 
Creativity and digitalisation are also a key factor in shaping the modern 
digital world.  
Understanding which things are relevant to an organisation today is 
crucial. The amount of data that is created daily in the world is about 2.5 
quintillion bytes. (Jacobson, R 2013) If we could analyse which of this data 
refers to the organisation and how could the data help impove the 
functionality of a website that is the key to understand the users and what 
they need. Web analytics makes all this possible by giving us answers that 
are not visible to us otherwise.  As Google quotes itself:  
Access Google’s proprietary audience data and machine 
learning capabilities to help get the most out of your data and 
process and share massive amounts of data quickly with an 
easy-to-use interface combined with shareable reports. 
(Support.google.com 2017) 
Because of a big amount of data on web sites and chaotic structure on the 
web, web analytics helps business owners, site admins and e-commerce 
owners to get relevant information through web analytics tools. 
After the introduction of e-commerce sites many tools have been launched 
to help organizations acquire user data. The first organization was OLAP 
systems, which had few successes. Then later web mining was created, 
and analytics was introduced. (Alghalith 2017.) Analytics is a machine 
learning algorithm and artificial neural network that finds the hidden 
patterns and behaviours in the data.  
 
 
2 
 
The algorithm created new rules and predicts customers future 
behaviours. It then translates this data so that it can be used in  
customer experience management(CEM) and customer relationship 
management (CRM). 
Analytics tools such as Google Analytics(GA) help organisations to gain a 
competitive advantage. The data that is collected is second generation of 
artificial intelligence, and the main concept of web mining focuses on 
machine learning. By controlling the dashboard settings and allowing the 
tool to mine the data which focused on transformation patterns such as: 
clustering, association, pattern recognition and classification. (Google.com 
2017) 
The main idea in analytics is that, although the data is collected from various 
source, it can divide the sources and provide an overview of the data from 
the databases to the website owner. It is a tool that collects, stores, analyses 
and graphically presents data collected from websites.  
Web analytics is measuring data, collecting, analysing and reporting. The 
objective of this is to understand the behavior of the internet user. The 
common behavior that is measured is navigation on site, clicks, session 
duration, bounce rates, traffic measurement. As it is stated in GA: 
“Every report in Analytics is made up of dimensions and 
metrics.” Support.Google.com 2017) 
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2 PURPOSE OF THE STUDY AND RESEARCH OBJECTIVES 
The purpose of this thesis is to find out how to obtain data on 
www.hakijanopas.lamk.fi website through GA. More specifically, the aim is 
to study the analytics data and compare it with the results obtained 
through a user survey. 
 
 
Figure 1 Hakijanopas.lamk.fi landing page (Hakijanopas.lamk.fi 2017) 
 
The main purpose of using GA is to acquire data that helps show exactly 
what applicants applying to Lahti UAS want to find out when visiting the 
hakijanopas.lamk.fi site. The data will be useful in the future when Lahti 
UAS’s new website will be launched. 
 
The data on GA will be collected in this study on a daily and monthly basis 
during the application period between 6th of September until 21st of 
September 2017. This will be compared with data collected one-month 
prior application time from 5th of August to 5th of September.   
2.1 Lahti University of Applied Sciences 
The thesis was commissioned by the communications and marketing unit 
of Lahti University of Applied Sciences (Lahti UAS). Lahti UAS has around 
5000 students and 400 employees The university is located in Lahti. 
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“Lahti University of Applied Sciences (Lahti UAS) is an 
international multidisciplinary higher education institution 
located in the city of Lahti, around 100 kilometres away 
from the capital city of Helsinki. Our fields of study 
include culture, business and tourism, social and health 
care and technology. (Lamk.fi 2017). 
 
Geographically, the study will focus on the Päijät-Häme region, but the 
various locations of applicants will be listed in the analytics results.  
2.2 Research question 
The focus of this thesis is to understand how to enhance user experience 
on Lahti UAS’s hakijanopas.lamk.fi website by examining web analytics 
and conducting a user experience study. More specifically the aim is to 
study web analytics data and compare it with answers gained through user 
experience survey. 
The goal is to understand whether web analytics can enhance user 
experience and whether it could be used to improve the user experience 
of Lahti UAS’s  new website when released.  
Although the data will be collected from 2 separate analysis, the goal will 
be to produce a detailed analysis on the data from analytics on how the 
users behave on the hakijanopas.lamk.fi/ and to also see the behavior of 
the applicants before and during application time.  
The research will answer the following questions: 
• How to enhance user experience on the website with web analytics?  
• Could the survey enhance the better user experience for future 
hakijanopas.lamk.fi site?  
• How to apply web analytics data and answers to a user experience 
survey and see whether there is coherence between the two ? 
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2.3 Research framework  
This research will be quantitative because of the nature of the study, there 
is a clear aim in what the thesis is focused on but the knowledge on the data 
and the design will emerge while the study unfolds.  This would fit the main 
goal and be suited well towards the theory. While inspecting GA data it might 
help see the research from a new perspective.  
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3 RESEARCH METHODS 
The thesis will have a deductive approach to the findings and a qualitative 
research method of data collection. The hypothesis and observation fit the 
best for the research.  
The theory will show what will the applicants be searching for on the 
hakijanopas.lamk.fi site and which behaviour pattern will the users have on 
the site. GA will tell us the results of the findings. After observing the 
results on GA and analysing the data, the results will answer the research 
questions in accurate detail. 
The data from GA covers the following topics discussed with the head of 
the communications and marketing unit:  
• Users (Traffic) / page views in total 
• Sessions / Average time on page 
• Users behaviour flow 
• The exit sites 
• Session duration 
• What pages do users visit? 
• Sessions by device 
• Sessions by location 
• Pageviews (Organic traffic) 
• Pageviews (Paid traffic) 
All the data will be analysed on the application period that is from the 6th of 
September until 21st of September and from a month before application 
time from 5th of August to 5th of September.  
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4 WEBROPOL QUESTIONNAIRE FOR APPLICANTS 
To make the research deeper on how the new applicants behaved on the 
hakijanopas.lamk.fi site, a Webropol questionnaire was conducted. The 
main idea was to get also individual users’ answers. Although computer 
data is needed human answers were also important. 
4.1 Installing the questionnaire and the questionnaire objectives 
To get more new applicants to answer the questionnaire online and to click 
the banner we had to create a prize. Lahti UAS sponsored to give out five 
S-market grocery coupons worth 50 euros for the respondents of the 
questionnaire.  
The banner I created in photoshop was posted on the 
www.lamk.fi/opiskelijalle/tervetuloa-opiskelemaan site for new applicants 
to click and be sent to the Webropol survey of 13 questions.  
 
Figure 2. The survey poster on Webropol questionnaire 
The questionnaire was installed on the lamk site through which I could log 
in with my username from Lahti UAS.  
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Webropol questionnaire survey will work as a user experience reference to 
the Google Analytics answers and this will tell the study how incoherent 
the analytics data was compared to the user’s answers. 
Webropol was established in 2002 and they create online surveys and 
analysis. They are mainly established in the UK, but also Germany, 
Sweden, and Finland (Webropol.com 2014). Although they mainly focus 
on online surveys they also have other services such as training, research, 
and consultancy. Since Webropol was created over 30 million people have 
answered on their platform. 
The main goal of the questionnaire was to get as many responses from 
the applicants that had visited the hakijanpoas.lamk.fi site and to get as 
many accurate answers so that when the new hakijanpoas.lamk.fi would 
be published it would be easier to construct on the feedback that was 
collected. 
The second goal was to also see how well does the GA tell us if the 
answers go incoherent with the answers I got from Webropol survey.  
4.2 Questions on the survey 
There were five open questions (3, 7, 10, 11, 12) on the survey and eight 
multiple choice (1, 2, 4, 5, 6, 8, 9, 13) questions.  
Below are the survey questions:  
1. Did you find that the hakijanopas.lamk.fi website provided sufficient 
information when searching for information about studying at Lahti 
UAS? 
2. Do you feel that the site is clear enough? 
3. How did you find the site? 
4. Was the applicant's guide site easy to find? 
5. Was it easy to find information on the site? 
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6. Did the applicant's guide site help you decide which degree to 
choose? 
7. Does the site look visually pleasing? 
8. Did the site give the impression that you want to study at Lahti 
UAS? 
9. Would the page need a contact form separately? 
10. What was the most important thing on the site? 
11. What did you remember best about the site? 
12. What were you not satisfied with the site and what would you like to 
improve especially? 
13. Would you recommend the site? 
4.3 The results of the Webropol questionnaire 
In total, 31 respondents answered the hakijanopas.lamk.fi survey. The 
following section goes through the survey results according to each survey 
question:  
Question 1. Did you find that the applicant's website provided sufficient 
information when searching for information about studying at Lahti UAS? 
 
Table 1 Question one 
1. Very sufficient
2. Sufficient
3. Not so sufficient
4. No answer
0 5 10 15 20 25
31 answered
1. Very sufficient 2. Sufficient 3. Not so sufficient 4. No answer
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The table shows that most of the people who answered found the website 
information very sufficient or enough for them. The site has six pages and 
four informative pages about Lahti UAS and a page on why to study in 
Lahti UAS.  
Question 2. Do you feel that the site is clear enough? 
 
Table 2 Question two 
The clarity of the site was an important question because it determined if 
users could understand the site and get all the important information. 
Twenty respondents said that the site was  quite clear and seven 
respondents said it was very clear. 
To give a good user experience the site must have atleast the following 
things: 
• Keeping the website clear and without any clutter 
• Keeping in mind mobile, tablet desktop users 
• Easy to read content and text 
• Easy to navigate on the website 
 
1. Very Clear
2. Quite clear
3. Clear enough
4. Cannot say
4. No answer
0 5 10 15 20 25
31 answered
1. Very Clear 2. Quite clear 3. Clear enough 4. Cannot say 4. No answer
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Question 3. How did you find the site?  
 
Table 3 Question three 
The study wanted to see how people found the site and the question was 
an open one where users could answer in their own words. Google was 
the top way how users found the site and through Lahti UAS website was 
the second with seven answers.  
The interesting part is that during the application period the traffic channel 
through what most of the users came the hakijanopas.lamk.fi site was 
mainly through social media (analytics on chapter 7.6) and by mobile 
(Analytics on chapter 7.5). The second highest way how users found the 
site was through Lahti UAS’s www.lamk.fi website on desktop and third 
highest was direct search on www.opintopolku.fi.  
  
1. Google 2. Via LAMK.fi site 3.Via
Opintopolku.fi
4. Through a friend 4. Other
0
2
4
6
8
10
12
14
26 answered
1. Google 2. Via LAMK.fi site 3.Via Opintopolku.fi 4. Through a friend 4. Other
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Question 4. Was hakijanopas.lamk.fi site easy to find? 
 
Table 4 Question four 
This is one of the main questions, because users had to find the site as 
easily as possible. 17 respondents answered very easy that was over half 
of the answers combined with quite easy with seven answers that made 
almost 2/3 of the whole answers. Although some answered cannot say or 
did not answer the main objective was to get as many positive answers.  
 
Question 5. Was it easy to find information on the site?
 
Table 5 Question five 
1. Quite easy 2. Very easy 3.Accidently 4. Cannot say 4. No answer
0
2
4
6
8
10
12
14
16
18
31 answered
1. Quite easy 2. Very easy 3.Accidently 4. Cannot say 4. No answer
1. Quite well 2. Very easy 3. Not so easy 4. Cannot say 4. No answer
0
5
10
15
20
25
31 answered
1. Quite well 2. Very easy 3. Not so easy 4. Cannot say 4. No answer
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Finding information on the site is also important. The respondent found 
information easily and this means the site is constructed well. It was easy 
to navigate on hakijanopas.lamk.fi site and most users said that it was 
easy to navigate and find information on the site. 
The top visited pages based on Google Analytics were all informative and 
had good content. The following were the most visited pages: 
•  www.hakijanopas.lamk.fi/koulutukset 
• www.hakijanopas.lamk.fi/hakeminen  
• www.hakijanopas.lamk.fi/miksi-lamk 
 
Question 6. Did the applicant's guide site help you decide which degree to 
choose? 
 
Table 6 Question six 
For Lahti UAS this is an important question, and this is what really shows 
how well the hakijanopas.lamk.fi site is built for new users and for the ones 
who are exploring to enter the university.  
1. Helped alot 2. Helped just abit
more
3. Helped very few 4. Cannot say 4. Not at all
0
1
2
3
4
5
6
7
8
9
31 answered
1. Helped alot 2. Helped just abit more 3. Helped very few 4. Cannot say 4. Not at all
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The answers were equal with the positive quite well and very well with 
thirteen answers.This also means that some were not sure also, so it will 
be hard to determine exactly is it the other factor or could the website help 
decide users to choose Lahti UAS as their next university.  
 
Question 7. Does the site look visually pleasing? 
This was an open question and answers were mainly positive.  
 
Table 7 Question seven 
Plumley (2011, 93) notes the following: "When visitors first open the 
webpage, statistics show they decide whether to stay with 6 to 8 seconds."  
It is important to build a visually pleasing website for the user so that they 
feel comfortable and will want to browse. Today more and more users use 
mobile devices, so the site must be also responsive for the users to also 
have an opportunity to read the content on mobile. According to Coleman 
(2016), “mobile is now ahead of the desktop for delivering website traffic.” 
(Coleman 2017)  
 
1. Yes 2. Easy to
navigate
3. Not so
exciting
4. Just ok 4. Colors are
good
5. Other
0
2
4
6
8
10
12
14
25 answered
1. Yes 2. Easy to navigate 3. Not so exciting 4. Just ok 4. Colors are good 5. Other
15 
 
Question 8. Did the site give the impression that you want to study at 
lamk? 
 
Table 8 Question eight 
15 respondents said they got a good impression on Lahti UAS, this can 
mean that they think Lahti UAS could be their potential next university.  
GA shows that during the application period 92,6 % of users were from 
Finland with 737 sessions out of 1,594.  
 
1. Very good
impression
2. Quite good 3.Not sure 4. Cannot say 4. Not at all
0
2
4
6
8
10
12
14
16
31 answered
1. Very good impression 2. Quite good 3.Not sure 4. Cannot say 4. Not at all
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Q9 Did the site need a contact form? 
 
Table 9 Question nine 
The site was informative enough that it did not need a contact form 
according to 77% of users.  
Some users wanted a contact form and this site. This is mainly because 
for user-friendliness and customer service it is easier to ask a question 
immediately on the site instead of searching for contact details from 
everywhere. For the 23% who said they needed a contact form here are 
some of the benefits of a contact form on the website are: 
• Feedback, users give general comments from visitors 
• Questions, give alternative for users quickly ask a question 
• Information request, need for more information 
• Information control, getting brief specific info, what users want  
  
1. Yes
23 %
2. No
77 %
31 ANSWERED
1. Yes 2. No
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Question 10. What Was The Most Important Thing On The Site? 
• Miksi lamk page was good. 
• I found many by few clicks.the student's testimonials were also 
good. 
• It was easy to find my own degree 
• Clear info 
• Education part 
• Info on degrees 
• Application time and study line possibilities. 
• The fact that it is clear how to apply for a school. 
• Clarity and sufficient information 
• Information on the options offered. 
• Education offering and their descriptions. 
• Things were easy to find what I wanted to find 
• Important information for the starting student 
• Different forwarding links 
22/31 answered 
 
Q11.What did you remember best about the site? 
• I found many by few clicks.the student's testimonials were also 
good. 
• It was easy to find my own degree 
• Clear info 
• Education part 
• Info on degrees 
• Application time and study line possibilities. 
• A comic with advice for beginners and people  
• Why lamk page stayed in mind because it has good things on 
studying in lamk 
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• Education offering and their descriptions. 
• A lot of important matters of the study was a good thing. 
• The fact that it is clear how to apply for a school. 
21 / 31 answered 
Question 12. What were you not satisfied with the site and what would you 
like to improve especially? 
• There is nothing to improve 
• I would like more content of the studies and the practicality at lamk. 
• Visuality (photos etc..) is also a disadvantage, especially with 
slower internet access. 
• Everything worked fine 
• I would have liked to read more about exchange opportunities 
because I would be interested in leaving. I did not find any 
information on the site at all, even though I did a search. 
• The "ajankohtaista" section could be clearer. 
• There was nothing on the page I did not like 
• The applicant's guide was good, and the site did not crash when 
browsing. I would like to have the same fluency on the lamk site, 
which often has a lot of old or incomplete information,  
and the site may crash, for example, when writing feedback. in 
addition, the information you want is many clicks away from the picks 
list on the pile. 
19/31 answered 
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Question 13. Would you recommend the site?  
 
Table 10 Question thirteen 
 
Most of the users wanted to recommend the site, which means it was 
informative enough and had all the necessary things they were looking for. 
Many did not answer at all but with the ones who did it was clear that yes 
was the choice. An easy way to recommend the site would be to add 
sharing buttons that users could share with their friends for example on 
social media platforms.  
  
83 %
4 %
4 %
9 %
31 answered
1. Yes 2. No 3.I dont know 4. Not at all
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5 LAHTI UAS’S HAKIJANOPAS WEBSITE 
The site is aimed at applicants who want to apply to study at Lahti UAS. 
This is the second alternative for quality information on the degrees that 
start on each semester. The other ones are opintopolku.fi and lamk.fi sites 
that give proper insight on studying in Lahti UAS. Applicants can research 
the city of Lahti, research on what they can study and get inspiration to 
apply to Lahti UAS. The site was created by an advertising agency by 
WordPress.  
5.1  Site design 
According to Katie Sherwin who is a user experience Specialist with 
Nielsen Norman Group says that  
Effective university websites can increase conversions, 
strengthen institutional credibility and brand, improve user 
satisfaction, and save time and money (Sherwin 2016). 
Universities that can give a good user experience contribute to the entire 
universities goals and can see the return on investments. 
According to the Nielsen Norman group which tested 57 university 
websites in the USA, Canada, UK and Taiwan, many of the university sites 
failed to meet requirements set for good user experience (Sherwin 2016). 
The guidelines below could be well implemented on hakijanopas.lamk.fi 
site:  
• Clearly, identify your university on every page 
• Use images that reflect your university’s values and priorities 
• Make your About Us page count 
• Emphasize your strengths and achievements 
• Make it easy for users to view a list of majors and programs 
• Provide information about job placement after graduation, and 
link to it from the alumni section of the website 
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• Clearly, show the application deadlines, and offer a step-by-step 
description of the application process 
• Follow the user journey: check the main tasks for each of your 
audiences 
• Beware the perils of making your website cool 
• Be prepared for users to search for information about your 
university on external sites 
(Sherwin 2016)  
These points were relevant also on Lahti UAS ‘s hakijanopas.lamk.fi site.  
5.2 Site contents 
The site has six pages (descriptive photo on chapter 2): 
• Homepage 
• Miksi Lamk (Why Lahti UAS) 
• Lahti 
• Hakeminen (Applying) 
• Koulutukset (Degrees) 
• Study in English 
Considering the guidelines set by Niesen norman Group (Sherwin 
2016), the hakijanopas.lamk.fi website did not meet all requirements for 
good user experience.  
The simplicity of the site was on point. In my opinion, there should be 
more content for foreign students and according to GA, there were 
users from nine other countries that visited the site.  
“Teenagers, whose research skills are not yet fully developed, 
are especially quick to turn to an external search to find what 
they are looking for.” (Sherwin 2017) 
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6 GOOGLE ANALYTICS 
Google Analytics was launched in 2005 to track and report web traffic. It is 
a free service offered by Google and was launched after acquiring Urchin 
(web statistics analysis program). Google is the most commonly used 
service to follow statistics on web traffic. (Sites.google.com 2017) 
6.1 Operation and main functions 
To track a website a user must first have a google analytics account. Then 
a small piece of tracking java code must be inserted on each page on the 
site. Every time a user visits the page, the tracking code will collect 
anonymous information about how that user interacted with that page. 
6.2 Tracking code 
The tracking code will also collect information from the browser like the 
language the browser is set to (chrome, Mozilla...), device and operating 
system that was used to access the page. It can also collect traffic source 
meaning it collects how has the user found the page (through a paid ad or 
e-mail marketing campaign etc.). Every time the page loads the tracking 
code will collect and send updated activity on the user activity. (Google 
Developers 2017). GA groups this period into a “session”. It begins when a 
user navigates to a page that includes a tracking code and the session 
end after 30minutes of inactivity. If a user returns to a page after a session 
ends, a new session will begin. When the tracking code collects data, it 
packages that information and sends it to google analytics to be 
processed into reports. 
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6.3 Collecting behaviour data 
Every time a user enters the site the tracking code installed on the site 
reports to GA. GA uses this in its metrics to calculate their behavior 
reports. GA tracks visitors through search engines, display advertising, 
pay-per-click networks, e-mail marketing and links within PDF files. 
GA shows all its data on a dashboard type platform where the user can 
monitor real-time or behavior from one-day to months. Google allows its 
users to modify the dashboard to its preferences as much as needed. That 
is why GA is so popular for market researchers, tracking conversion rates 
or tracking productivity. 
 
Figure 3. Hakijanopas.lamk.fi Google Analytics Dashboard (Analytics.google.com 2017) 
Google Analytics does not collect data from other browsers such as Mozilla, 
IE, Bing etc. But Google now processes over 40,000 search queries every 
second on average. This is the biggest search engine in the world and most 
dominant so the data, which will be collected, will be enough to get proper 
results for the analysis in this study. (Internetlivestats.com 2017.) 
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6.4 Accuracy and setting up 
Some of the main functions GA gives are: 
 
Figure 4 Google Analytics dashboard (Analytics.google.com 2017) 
Users – See the number of users visiting the site. 
Session - The sessions compare themselves on the adjusted last days ( 
on the example there are seven days). Sessions tell the user the previous 
week and compare the statistics with the current week. On the example, 
on the current week, there is a rise of 51.1%(small green arrow).  
Bounce rate - Hakijanopas.lamk.fi page has a bounce rate of 42.25 % this 
means that 42.25% of the people who land on the page leave after 
viewing they enter on whether it is the homepage or any other page. 
The lower the bounce rate the better because this shows that users stay 
on the website longer. As figure 4 shows the average session duration is 
long although the site has little content. 
Session duration - Session duration is counted by the total duration of all 
sessions (in seconds) / number of sessions. (Analytics Help 
Support.google.com 2017) 
Individual session duration is calculated differently depending on whether 
there are engagement hits on the last page of a session.  
Metric calculation 
To calculate average session duration, GA sums the duration 
of each session during the date range you specify and divides 
that sum by the total number of sessions.  
25 
 
For example: 
Total Session Duration: 1000 minutes (60,000 seconds) 
Total Sessions: 100 
Average Session Duration: 1000/100 = 10 minutes (600 
seconds) (Analytics Help Support.google.com 2017) 
The time in figure 4 shows that 00:01:52 seconds that users have stayed 
to browse the site for a longer period, but because the arrow is red they 
have left earlier than the previous week.  
Other questions that GA answers are: How are your active users trending 
over time? How well do you retain users? When do your users visit? 
Where are your users? What are your top devices? What pages do your 
users visit? All these questions are important because they give an 
accurate report on all the details for the user to see the results. 
How accurate is Google Analytics?  If around 49% of websites from top 
1,000,000 rely on GA then it should be obvious that the results are 
remarkable. However, bot activity may affect the accuracy of Google 
Analytics.  
According to Rami Essaid, co-founder and CEO of Distil Networks said:  
“Analysts found that every website, from the largest (Alexa 1-
10,000) to the tiniest (Alexa 150,000+), were impacted by bad 
bot activity in 2016”. (Murphy, I. 2017) 
Alexa is a crawler that catches bad bots and Essaid (in Murphy 2017) 
notes that if Google tracks only one percent of bots, the amount of bad 
data can be huge and therefore Google Analytics may provide false 
information.  
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Most of the bots are also good bots that index the websites search engine 
rankings. But still, an estimate of 22% is bad traffic bots that replicate 
natural browsing and can spam the domain sites email box.   
Setting GA is free. The registration is done on Google account. After 
registering it needs to be attached to the website or mobile app. All the 
analysis is done by universal analytics. (Analytics Help 
Support.google.com. 2017) 
There will be a tracking code that needs to be embedded on the site 
manually if it is HTML website.  
 
Figure 5 Tracking code that needs to be embedded on the site manually if it is HTML 
website. (Analytics.google.com 2017) 
If the site is a content management system such as WordPress, then the 
installation is easier. A plugin called monster insights for GA and then 
authenticate the site with the Google Account. This is all done with a few 
clicks. After that, it will take a while for the analytics to show up.  
 
Figure 6 Monster insight plugin (MonsterInsights 2017) 
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7 REQUIRED WEB ANALYTICS DATA 
The data that was collected using GA was from the period of the 
application time 6th of September to 20th of September. As a comparison, 
the statistics will also be compared with analytics that was gathered one 
month before the application period 6th of August to 5th of September. 
7.1 Users and page views 
 
 
Table 11 Users and page views 
The analytics show that on the period of application the page views for the 
hakijanopas.lamk.fi site was almost double the amount prior to the 
application period. This is the total for all pages viewed and repeated 
views are also counted.  
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7.2 Sessions and Average time on site 
 
Table 12 Sessions and Average time on site 
The average time on the page had dropped once the application period 
started.  
During the application period and prior the application period the top 
visited pages were both the most visited in both compared periods.  
“Average session duration is: total duration of all sessions (in 
seconds) / number of sessions.” (Session Duration, avg – 
Analytics Help Support.google.com. 2017) 
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The top pages were: 
• www.hakijanopas.lamk.fi/koulutukset/ 
 
Table 13 www.hakijanopas.lamk.fi/koulutukset/ 
• www.hakijanopas.lamk.fi/ (homepage) 
 
Table 14 www.hakijanopas.lamk.fi/ (homepage) 
• www.hakijanopas.lamk.fi/hakeminen/ 
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Table 15 www.hakijanopas.lamk.fi/hakeminen/ 
• www.hakijanopas.lamk.fi/study-in-english/ 
 
Table 16 www.hakijanopas.lamk.fi/study-in-english/ 
• www.hakijanopas.lamk.fi/miksi-lamk/ 
0
50
100
150
200
06.08 –
05.09.2017 (299)
06.09 –
20.09.2017 (737)
Increase
(+66,67%)
Before application period application period Total
0
20
40
60
80
100
120
06.08 – 05.09.2017 (97) 06.09 – 20.09.2017 (95) Decrease (-2,06%)
Before application period application period Total
31 
 
 
Table 17 www.hakijanopas.lamk.fi/miksi-lamk/ 
• www.hakijanopas.lamk.fi/lahti/ 
 
Table 18 www.hakijanopas.lamk.fi/lahti/ 
• ajankohtaista/ 
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Figure 7  Figure 7 Users behaviour flow (Analytics.google.com 2017). 
 
Table 19 www.hakijanopas.lamk.fi/ajankohtaista/ 
In conclusion, two pages were browsed less on the application period 
compared to one month before were /ajankohtaista and /study-in-English/. 
It is hard to say if applicants would have got their information from social 
media platforms or other external links like www.lamk.fi or 
www.opintopolku.fi and did not need to acquire information from the 
hakijanopas.lamk.fi site. Another question is if foreign students got most of 
their information on the lamk.fi/en site or hakijanopas.lamk.fi. 
7.3 User behavior flow 
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‘As can be seen on figure 8 the user pattern from the top browsed pages 
that are /koulutukset and / (home page) show that if a user came on the 
home landing page first then the second page was koulutukset after that 
hakeminen and if the user first came on koulutukset page then they would 
go to the homepage and then hakeminen page.  
So clearly homepage, hakeminen and koulutukset were the applicant’s top 
pages and were visited the most for information.  
 “Behaviour Flow report to investigate how engaged users are 
with your content and to identify potential content issues.” 
(Support.google.com. 2017) 
It also answers questions like if there is an event like a post on some 
social media channel or external link on www.lamk.fi news that links to 
hakijanopas.lamk.fi site that triggers this pattern and is there pages that 
users prefer more than others, and shows the paths through analytics. 
Figure 8 shows the path, the main sites and how users behaved.  
7.4 Exit sites 
Google Analytics states on their page that: 
 “For all pageviews to the page, Exit Rate is the percentage 
that was the last in the session.” (Exit Rate vs. Bounce Rate - 
Analytics Help Support.google.com. 2017) 
This means that the last visited page that the user used to exit from the 
site will be tracked and give GA the analytics that this user exited on this 
specific page. 
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The top exit websites were: 
• hakijanopas.lamk.fi/koulutukset/ 
• hakijanopas.lamk.fi (Homepage) 
• hakijanopas.lamk.fi/hakeminen/ 
• hakijanopas.lamk.fi/study-in-English/ 
• hakijanopas.lamk.fi/miksi-lamk/ 
The top three pages are the same as the most browsed pages, but the 
analytics indicated that the exit also happed the most on these pages.  
After the users browsed on the site, most likely they got all their 
information and decided to leave. This is not fact but is a projection of how 
the user would have acted. The average time spent on the site was 01.12 
minutes during the application period in September. This is not a long 
session but because the site had few text and pages this would be enough 
to get all the details.  
If the hakijanopas.lamk.fi site could have more internal links and more 
specific content on studying, then the sites average time spent would grow 
and most likely the exit pages would also be different.  
7.5 Sessions by location and device 
Because Lahti UAS is from Finland it is natural that the top browsing 
location came from Finland. In the below table, on the left are the top 
countries from where visitors came to the website. On the right are the top 
cities.  
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Top countries Top cities 
Finland Helsinki 
United States Lahti 
Vietnam Tampere 
China Vantaa 
Bangladesh Lappeenranta 
Table 1. Visits according to location 
During the application period, the users had the opportunity to see the 
hakijanopas.lamk.fi site through desktop, mobile, and tablet. According to 
Smartinsights research, the number of mobile users has increased since 
2007 to 2016 from 400 million to around 1,800 million global users. That 
number of global users has surpassed the desktop users now. 
(SmartInsights. 2017.)  
 
 
Table 20 Use of device before and during application period 
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But one month before the application period the statistics are slightly 
different.  
Roudaki (2015) noted the following:   
The usage of mobile devices is growing fast. Different approaches have 
been proposed to improve the user experience of web browsing on mobile 
devices. (Roudaki Amin, 2015)  
Browsing through desktop is reducing. People browse through mobile and 
ultimately things such as purchasing plane tickets or something from e-
commerce sites are made on the desktop. Mobile still has the lowest 
conversion rate that means that people just use mobile for browsing 
mostly. Although desktop is still dominating the rise of mobile quick 
purchases is growing (Coleman 2016).  
 
In recent years the importance of the mobile in digital communication has 
increased considerably. Mobile use has become more diversified and has 
grown rapidly in recent years, and consumers are increasingly spending 
time on mobile devices and services. As the result of technology 
development mobile devices, tablets, smartphones are part of today's 
consumers daily life. 
The hakijanopas.lamk.fi site is responsive and mobile friendly. That is 
extremely important if to look at the statistics. Users clearly used the 
desktop more during the application period. This can indicate that users 
were just gathering information prior to application period and later when 
deciding had accessed the desktop to see the information in full.  
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7.6 Acquisition overview 
Acquisition is broken into 10 sub categories on GA, but the data will focus 
on 
• Referral, users come to the site from another website by clicking a 
link that takes them to hakijanopas.lamk.fi.  
• Social, users that found the hakijanopas.lamk.fi site through a 
social network. 
• Direct, users that come to the site without a traceable referral 
source. Typing hakijanopas.lamk.fi on URL.  
• Organic search, users came on the site after visiting google.com 
and other search engines. 
 
 06 August – 05 
September 2017 / One 
month before 
06 September – 20 
September 2017 / 
Application period 
Referral 58,1 % / 251 sessions 23,7% / 189 sessions 
Social 25% / 108 sessions 67,1% / 534 sessions 
Direct 16,7% / 72 sessions 9,2% / 73 sessions 
Organic 100% / 1 session 0% / 0 sessions 
Table 21 Acquisition Overview 
 
Acquisition analysis 
There was no paid traffic that came on the website one month before 
application period or after according to GA. The analysis is based on the 
organic user behavior mainly.  
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During the application period, the site had more social network traffic than 
prior the application period. This is interesting because the percentage 
almost went three times higher than one month earlier.  
The referral was at its highest one month before the application period 
started. This is interesting because it was two times lower in the 
application period. Both top acquisitions on hakijanopas.lamk.fi site 
switched places on both periods. 
Although social media acquisition had the highest sessions during the 
application period, it is interesting that the 31 users most answered answer 
the question how did they find the hakijanopas.lamk.fi site was google not 
social media.   
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8 CONCLUSIONS 
This thesis was concluded for Lahti UAS, located in Lahti and mainly for 
the marketing and communications unit at Lahti University of Applied 
Sciences. During the thesis writing process, the Google Analytics came 
clearer than earlier because the analysis that had to be conducted was so 
accurate and data had to be presented in a way that it was easy to 
understand. This was probably the challenge of analysing the analytics 
data and the questionnaire survey that was conducted on Webropol for the 
applicants to Lahti UAS. 
 
In the early stages of gathering information and creating a topic with my 
supervisor, it was a challenge to narrow the topic and to create a suitable 
research question. But slowly after gathering the information, the topic 
formed its shape and the question began surer.  
 
The importance of analytics in the development of websites and various 
web applications is emphasized continuously, as the amount of 
information on the internet is constantly increasing from various devices 
such as mobile, tablet and smartphones. To collect the correct data is a 
challenge because when gathering analytics, the key points on what to 
collect must be decided so that the strategy and goals would be clear. The 
technical part is the tricky part but also knowing what data to collect to 
improve the site or give more intel to the organization. 
 
The accuracy on the data may also be a question mark if all of it is 
accurate because of bots that crawl sites and just create spam e-mails and 
give extra hits on traffic, so the actual user amount may vary. Although this 
is true, there are good bots that also crawl the site to index and give 
accurate page data for the analytics.  
 
Well-managed analytics and a well-made report can increase sales, bring 
traffic to a website or create awareness.  
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So, it is not only having a website that just sits there but understanding the 
user's behavior through figures is what gives progress either for the 
business or developing a new improved site. Anticipating what users do on 
the site and knowing what they want is key to getting more success online. 
Analysing online behavior also provides additional information on site 
content enhancement, enhancing usability and increasing search engine 
visibility. 
 
The thesis included an online survey of 13 questions. The survey received 
many positive answers but also had feedback on improvement.  Analysing 
the survey and analytics was interesting but challenging but it made it 
easier to analyze because of narrowing to very specific needs of Lahti 
UAS marketing and communications department.  
The most interesting data was seeing the difference in the usage of the 
device prior the application period and during the application period. Also 
on how users found the site did not go incoherent with the analytics that 
said that users came mainly from social media during application period 
but according to users most of them came through google.  
 
Although during the process of this thesis many new technical parts of 
Google Analytics was uncovered. But there is still a lot of functions to 
discover. For the future, the knowledge gathered through writing the thesis 
will be well incorporated into future projects. The results of this thesis and 
data should uncover main data but a lot more can be provided also. 
Although this study had few points it should give a perspective for the 
reader on how users behaved on the site and what the users thought.  
 
The study can be used as a platform to rebuild the hakijanopas.lamk.fi site 
and to take in mind the number of foreigners coming on the site, so to 
create more content for foreign applicants and minor changes that the 
data has provided. The results can be compared during the next 
application period that is on the 9th of January.  
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This study gives a good overview of the current situation happening on the 
site and answers the questions of what the users think about the site. 
Improvements can be done, and more analytical data can be gathered 
easily on the Lahti UAS’s analytics account.  
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APPENDICES 
APPENDIX 1. Survey questions and answers 
1. Koitko, että hakijanopas –sivusto antoi riittävästi informaatiota etsiessäsi 
tietoa opiskelusta LAMKissa ? 
Vastaajien määrä: 31 
Ei ollenkaan jonkinverran en osaa 
sanoa 
melko hyvin Erittäin hyvin  
0 2 1 21 7  
 
2. Onko sivusto mielestäsi selkeä? 
Vastaajien määrä: 31 
Ei ollenkaan jonkinverran en osaa 
sanoa 
melko hyvin Erittäin hyvin  
0 4 0 20 7  
 
3. Miten löysit sivuston? 
Vastaajien määrä: 26 
- LAMKin sivuilta 
- Googlettamalla lamkin. 
- Lamkin nettisivuilta 
- Kirjoitin Googleen LAMK opas 
- google 
- ystävän kautta 
- Googlaamalla lahden ammattikorkeakoulun 
- googlettamalla 
- Googlesta. 
- Googlettamalla 
- Opintopolusta 
- Vierailin LAMK:in sivustolla. 
- Vierailin LAMK:in sivustolla. 
- lamk.fi 
- Googlaamalla tai lamkin sivuilta 
- Lamk omilta sivuilta 
- Tiesin että lahdessa on amk koska olen käynyt ammattikoulun lahdessa ja siellä 
infottiin, sivun löysin vain hakemalla googlesta "lamk" 
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- Opintopolun kautta. 
- Opintopolku 
Google.fi 
- Google 
- vahingossa 
- Selailin lamk-sivuja. 
- Googlen kautta 
- Tunsin jo vanhastaan avoimessa ammattikorkeakoulussa opiskelun ajalta 
- Selailin Lahden AMK:n sivuja. 
- googlettamalla :) 
 
4. Löytyikö hakijanopas –sivusto helposti? 
Vastaajien määrä: 31 
Ei ollenkaan vahingossa en osaa 
sanoa 
melko 
helposti 
Erittäin 
helposti 
 
1 3 1 17 9  
 
5. Oliko sivustolta helppo löytää informaatiota? 
Vastaajien määrä: 31 
Ei ollenkaan jonkinverran en osaa 
sanoa 
melko hyvin Erittäin hyvin  
0 2 1 22 5  
 
6. Auttoiko hakijanopas –sivusto sinua päättämään minkä alan valitset? 
Vastaajien määrä: 31 
 
Ei ollenkaan jonkinverran en osaa 
sanoa 
melko hyvin Erittäin hyvin  
6 4 8 8 5  
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7. Miellyttääkö sivuston visuaalinen ulkoasu sinua? 
Vastaajien määrä: 25 
- Kyllä 
- Kyllä. 
- Ulkoasu miellyttävä, nykyaikaan sopiva ja selkeä. 
- Kyllä 
- kyllä 
- miellyttää ! 
- Ihan selkeä. 
- Kyllä 
- Selkeä, joskin nuorille suunnattu kuvituksella. Ehkä vähän turhan perinteinen. 
- Kyllä 
- Ulkoasu on selkeä ja navigointi sujuu vaivatta. 
- Sivusto on selkä ja helppo navigoida. 
- kyllä 
- Kyllä 
- Kyllä 
- Kyllä, tosin sivu voisi olla innostavampi ja opiskelemaan kutsuvampi. 
- Kyllä miellyttää. Sivustolla on sopivan selkeä ulkoasu. 
- Kyllä, värimaailma on silmää miellyttävä, ei liian räikeä ja ulkoasu on suhteellisen 
selkeä. 
- Kyllä 
- kyllä 
- KYllä. 
- Kyllä! HYvin simppeli ja selkeä. 
- Kyllä, raikas ja nuorekas ilme ++ 
- Kyllä, selkeä ja hyvin toteutettu kokonaisuus. 
kyllä 
 
8. Antoiko sivusto mielikuvan, että haluat opiskella LAMKissa? 
Vastaajien määrä: 31 
Ei ollenkaan jonkinverran en osaa 
sanoa 
melko hyvin Erittäin hyvin  
2 2 3 15 15  
 
9. Olisiko sivu tarvinnut ota yhteyttä lomakkeen erikseen ? 
Vastaajien määrä: 31 
Kyllä Ei 
7 24 
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10. Mikä oli tärkein asia sivustolla? 
Vastaajien määrä: 22 
- Miksi LAMK" osa oli hyvä. 
- Moni haluttu asia löytyy vain muutamalla klikkauksella. Mielenkiintoista oli myös 
edellisten opiskelijoiden opiskelijatarinat. 
- Oman alan helppous löytää 
- selkeä informaatio 
- koulutukset-osio 
- Informaatio aloista. 
- Tärkeimmät tiedot löytyy helposti. 
- Hakuaika ja opintolinjamahdollisuudet. 
- Selkeys ja riitävästi tieto 
- Tieto tarjottavista opiskeluvaihtoehdoista. 
- Koulutustarjonta ja niiden tarkemmat kuvaukset. 
- koulutukset 
- Asiat löytyivät suht helposti, mitä itse halusi etsiä 
- Selkeästi löytyvä informaatio 
- Tärkeät tiedot aloittavalle opiskelijalle 
- Sen tarjoama informaatio hakemisesta. 
- Hakijalle sekä Uudelle opiskelijalle tarkoitetut sivustot 
- Selkeys 
- Selkeästi tietoa. 
- Se, että kerrotaan selkeästi miten kouluun haetaan. 
- Erilaiset linkit eteenpäin. 
- riittävästi tietoa 
 
 
11. Mikä jäi sivustolta parhaiten mieleen? 
Vastaajien määrä: 21 
 
- Kivat kuvat. 
- Lamkin imagolle ominaiset vahvat graafiset värit. 
- Kuvat 
- raikas ilme 
- selkeä visuaalinen ulkoasu 
- Ulkoasu on selkeä 
- Selkeys 
- Hyvä, että työnantajille oma ylähakukohta. 
- Selkeys ja värit 
- Miksi LAMK -osio. 
- Tietoa LAMK:ista -osio. 
- etusivu 
- Ulkoasu ja hyvin jaotellut alaotsikot, mistä pääsi katsomaan eri juttuja 
- Hakijanopas 
- Sarjakuva jossa neuvoja opiskelun aloittaville sekä ihmisten naamat etusivulta. 
- Sivuston selkeys. 
- Kivat kuvat, hyvät, rauhalliset värit 
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- Ulkonäkö ja raikkaat kuvat 
- Selkeys ja hyvä ulkoasu 
- Miksi LAMK -sivu jäi hyvin mieleen, koska se sai innostumaan vielä enemmän 
Lahdessa opiskelusta! 
- Tärkeiden opiskeluun liittyvien asioiden suuri määrä oli hyvä asia. 
 
12. Mihin et ollut tyytyväinen sivustolla ja mitä haluaisit parantaa 
erityisesti? 
Vastaajien määrä: 19 
- Ei tule mieleen mitään parannettavaa. 
- Kaipaisin enemmän avaamista opintojen sisällöistä ja käytännön kulusta. 
- Visuaalisuus on myös haitaksi, varsinkin hitaammalla internetyhteydellä. 
- Visuaalisuus on raskasta vanhemmille tietokoneille ja hitaalle internetyhteyden 
omaaville. 
 
Sähköposti: niko.wallenius@gmail.com 
- kaikki toimi moitteitta 
- Sivulla ei ollut mitään, mistä en pitänyt 
- Ei mielestäni parannettavaa. 
- Olisin halunnut lukea enemmän vaihto-mahdollisuuksista koska itseäni kiinnostaisi 
lähteä vaihtoon. Sivuilta en löytänyt lainkaan vaihdosta tietoa vaikka koitin myös 
haku-toimintoa. 
- - 
- - 
- Olin tyytyväinen sivustoon. 
- Ei ole valitettavaa. 
- ei erityistä 
- "Ajankohtaista" osuus voisi olla selkeämpi. 
- Hakijanopas oli todella hyvä, eikä sivusto kaatunut tai pätkinyt siellä selatessa. 
Haluaisin samaa sujuvuutta lamkin päänettisivuille, jossa löytyy usein paljon 
vanhaa tai puutteellista tietoa  ja sivusto saattaa kaatua esimerkiksi palautetta 
kirjoittaessa. Lisäksi haluamat tiedot ovat monen klikkauksen päässä lamkin 
päänettisivuilla. 
- Ei ehdotuksia 
- ei kommentoitavaa 
- - 
- Lisää videomateriaalia 
-  
 
13. Suosittelisitko sivustoa? 
Vastaajien määrä: 31 
Kyllä Ei En Tiedä 
20 1 1 
 
